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AGENT DESKTOP MANAGEMENT SYSTEM WITH AGENT TRAINING 

Field of the Invention 

[0001] The field of the invention relates to 
telemarketing and more particularly to the performance of 
telemarketing agents . 

Background of the Invention 

[0002] Telemarketing and the use of agents for 

telemarketing are well understood concepts. In the case of 
cold calls for sales, agents are typically given a written 
script of information to be read to a customer. Additional 
scripts may be provided for commonly asked questions. 

[0003] In the case of inbound calls, agents are 
often given rudimentary training (e.g., product brochures) 
to familiarize the agent with products or services to be 
promoted. Where an agent finds himself /herself unable to 
answer a question, the agent simply transfers the caller to 
another agent . 

[0004] To leverage the productivity of telemarketing 
agents, automatic call distributors (ACDs) are often used to 
route calls to agents. In the case of outgoing sales calls, 
a list of potential customers are transferred to the ACD. 
The ACD monitors the status of the agents (i.e., whether 
their telephones are active) and places calls upon detecting 
idle agents . 

[0005] Upon placing a call, the ACD monitors the 
call connection for pick-up by the called party. Upon 
detecting the presence of the called party, the ACD may 
connect the call to an idle agent. 

[0006] Once a customer has answered an outgoing 

call, the outgoing call may be handled similarly to an 



incoming call. The ACD may seek to discern a probable 
subject matter and purpose of the call (e.g., in the case of 
an outgoing call of a sales campaign, the sale of a 
particular product, in the case of an incoming call, the 
subject matter handled by the service or sales organization 
dialed, etc . ) . 

[0007] If a number of agents are idle when the call 
is processed, then the ACD may use the discerned purpose of 
the call to select the most qualified agent to handle the 
call. Further, the ACD may notify an associated computer 
system of the purpose of the call and the computer system 
may present an appropriate script on a terminal of the agent 
regarding handling of the call. 

[0008] While ACDs are very effective in automating 
the process of telemarketing, ACDs are a victim of their own 
programming complexity. Because of the vast number of call 
types and call handling procedures possible, it is difficult 
to evaluate the performance of any one agent. To overcome 
this difficulty, call center supervisors are often forced to 
directly monitor agent calls to form an opinion on 
performance. Accordingly, a need exists for a method of 
evaluating the performance of telemarketing agents, which 
does not depend upon direct monitoring. 

Summary 

[0009] A method and apparatus are provided for 
maintaining and improving a performance level of an agent 
performing a plurality of tasks. The method includes the 
steps of providing a performance threshold for each task of 
the plurality of tasks, measuring a performance parameter of 
the agent in completing each of the plurality of tasks and 
training the agent when the measured performance parameter 
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of the agent in performing a task exceeds the respective 
performance threshold of the task for each task of the 
plurality of tasks. 

Brief Description of the Drawings 

[0010] FIG. 1 is a block diagram of a contact center 

system in accordance with an illustrated embodiment of the 
invention; and 

[0011] FIG. 2 depicts screens that may be used by an 

agent of the system of FIG. 1. 

Detailed Description of a Preferred Embodiment 

[0012] FIG. 1 is a block diagram of a transaction 
processing system 10, generally in accordance with an 
illustrated embodiment of the invention. Under the 
illustrated embodiment, calls from customers 12, 14 may be 
processed through the public switched telephone network 
(PSTN) 16 or through the Internet 42. 

[0013] As calls arrive, an ACD 20 may route the 

calls to agents 22, 23 based upon call associated 
information. For outgoing calls, call associated 
information may be a called number and a purpose of the call 
(e.g., a sales promotion on widgets). For incoming calls, 
call associated information may be delivered from the PSTN 
16 (e.g., AN I , DNIS, etc.). From the call associated 
information, a CPU 21 may be able to identify the caller or 
intended destination of the call. In either case, the call 
associated information allows the ACD 20 to discern a 
purpose of the call and to more intelligently route the call 
to the most qualified agent 22, 23. 

[0014] Upon discerning a purpose of the call, a host 

18 associated with the ACD 2 0 may retrieve customer records 
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and a script to be read to the customer 12, 14. The records 
and/or script 102 (FIG. 2) may be presented on a display 100 
of the agent's terminal 28, 30. If the call is an outgoing 
call that is part of a promotional campaign, a first page 
104 of the script 102 read to the customer 12, 14 may 
include a explanation of the purpose of the call. Other 
pages (e.g., 106) may include an explanation of the promoted 
subject matter. Still other pages (e.g., 108, 110) may 
include frequently asked questions. 

[0015] If the promotional campaign is a sales 

effort, then another window 112 may be provided for 
identification and entry of product information. Another 
window 114 may be provided for entry of payment information. 

[0016] For example, if during the presentation of 

sales information on a widget, the customer 12, 14 should 
express interest in purchasing the widget, the agent may 
enter a product identifier on a first line 116 of the window 
112. A payment option may be entered on a second line 118 
along with a price on a third line 120. Another window 114 
may be provided so that the customer 12, 14 may provide a 
customer identifier (e.g., credit card number, open account 
number, etc.) for entry on a payment line 124. A total 
charge for the purchase may be provided on line 12 6. 

[0017] In order to maintain and improve the 
performance of the agents 22, 23, certain performance 
parameters indicative of the effectiveness of the agent in 
performing certain tasks may be measured by a performance 
processor 21 and compared against a set of threshold values. 
For example, the time that an agent spends reciting 
information from the script 102 may be measured by a timer 
(either within the CPU 21 or as a separate timer 48 as shown 
in FIG. 1) and compared within a comparator 56 against a 
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threshold parameter 44, 46 stored in memory 54. The time 
between completion of the script 102 and conclusion of the 
call may be another performance parameter measured by the 
timer 4 8 and compared with a threshold parameter 44, 46. 
Where the threshold of successive tasks exceeds the 
respective threshold values, the agent 22, 23 may be trained 
and re-trained, as necessary, to improve the agent 1 s 
performance level against the measured performance 
parameters . 

[0018] As used herein, the system 10 functions to 

notify a supervisor of the need to schedule agents for 
training. Training may be performed by any method known in 
the art . 

[0019] In general, the performance parameters of any 
of a number of different tasks may be defined for 
measurement and comparison with threshold values. For 
example, the recitation of each page 104, 106, 108, 110 of 
the script 102 may be regarded as a separate task. 

[0020] Further, any performance parameter may be 
selected for measurement and comparison. For example, the 
number of errors made by the agent in entering the ordering 
information may be measured (e.g., automatically, manually, 
etc.) and compared with a threshold 44, 46. Word 
recognition software 43 within the CPU 21 may detect 
mispronounced words or inappropriate words (e.g., slang, 
swearing, etc.) in presentation of the scripts 102 to the 
customer 12, 14 and compare the number of incidences with a 
threshold value 44, 46. 

[0021] Alternatively, a marketing organization using 
the system 10 may provide a website 19 allowing customers 
12, 14 to forward questions or comments under an e-mail 
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format. The website 19 may also provide a softkey for 
initiating voice over IP (VoIP) connections with the CPU 18. 

[0022] Keywords of received e-mail may be read by 

the CPU 18 and used as an indication of the purpose of the 
call for purposes of call routing to agents 22 , 23. Each e- 
mail may be regarded as a separate task. The time each 
agent 22, 23 spends responding to each e-mail may be used as 
a measurement of agent performance against threshold values 
44, 46. 

[0023] Where a VoIP request is received by the CPU 
18, the information content of the webpage may provide an 
indication of the purpose of the call. Upon determining the 
purpose, the CPU 18 may route the VoIP call to an agent 22, 
23 and present script as described above. Performance 
parameters may be measured and compared with thresholds 44, 
46, also as described above. 

[0024] Since some e-mails (and/or calls) may be more 
difficult than others, the time of response may be coupled 
with sales. Time of response to e-mails may be used as a 
first measured task while sales volume may be used as a 
second measured task. The use of both time and sales volume 
may be a particularly useful means of determining agent 
produc t i vi ty . 

[0025] As a further alternative, the measured task 
may be a single repetitive operation (e.g., entry of bill 
payment information by a clerk of a public utility company 
working at a terminal 28, 3 0 coupled to a bill payment host 
18) . As the clerk opens each letter from the customer 12, 
14, the clerk 22, 23 may recover a payment coupon and enter 
a customer account number on a payment line 124. The host 
18 may respond with product information (i.e., a description 
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of the service provided) on another line 116 and an 
outstanding balance on another line 120. 

[0026] The clerk 22, 23 may select a payment option 

from a menu 118 depending upon the payment mode (e.g., check 
credit card, money order, etc.). The tendered payment may 
be entered on line 126. Completion of the task may be 
indicated by activation of a order complete softkey 122. 

[0027] As above, the time required for entry of 
payment information for each bill may be measured by a timer 
4 8 and compared against respective thresholds. The 
respective thresholds may have a single numeric value or may 
be adjusted for time of day, complexity of the bill involved 
or any of a number of other factors . 

[0028] Threshold values may be determined by any of 
a number of different methods. For example, the performance 
parameters of a highly efficient agent may be measured and 
used as threshold values. 

[0029] Alternatively, the performance parameters of 
all agents for one or more tasks may be measured and 
averaged. Averaging the performance levels of all agents 
for each task may be used to provide a particularly 
efficient means of identifying under performing agents, even 
as tasks change. 

[0030] For example, some tasks (e.g., sales per unit 
time period) are particularly well suited to averaging. In 
this case, the sales of all agents 22, 23 (e.g., per work 
shift) may be averaged and stored as a threshold value 52 in 
memory 54. Sales of each agent per shift may be compared 
with the value 52 in memory to identify under performing 
agents . 

[0031] Once it has been determined by the CPU 18 
that an agent ' s performance has exceeded the respective 
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threshold value, the agent and tasks may be reported by the 
CPU 18 to a supervisor. Further, the agents 22 , 23 and 
tasks of the report may be sorted by the CPU 18 (functioning 
as a sorting processor) and presented on a supervisors 
terminal 5 0 in order of the magnitude by which each agent 
22 , 23 exceeded the threshold. 

[0032] A specific embodiment of a method and 

apparatus for maintaining and improving a performance level 
of an agent according to the present invention has been 
described for the purpose of illustrating the manner in 
which the invention is made and used. It should be 
understood that the implementation of other variations and 
modifications of the invention and its various aspects will 
be apparent to one skilled in the art, and that the 
invention is not limited by the specific embodiments 
described. Therefore, it is contemplated to cover the 
present invention any and all modifications, variations, or 
equivalents that fall within the true spirit and scope of 
the basic underlying principles disclosed and claimed 
herein . 
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